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  Aware of the importance of ‘high-quality service’ in electric power enterprises, 
service quality survey and promotion has been carrying on in the whole Fujian 
Province. It played an important part in high-quality service of business expansion 
project. Based on last 3 years’ survey, the problems focused in two aspects: 
Satisfaction of front desk overstepped backstage support; Service courtesy 
transcended professional skill. Inefficiency of cause analysis was the main reason. 
Therefore ‘Customer-centric’ conception was not established in the management and 
operation so as to the whole service process. This study was based on customer 
satisfaction and customer expected values from the third party company. Two 
attribution analyses were carried out to confirm the vital factors affecting service 
quality in 2011. Factors in 2012 would be sorted out after comparison data from 
2012 and 2011. It turned out that SERVQUAL model approximately reflected the 
facts. And it provided the groundwork and regulation of 2013.This study expanded 
and refined the practice analysis, and sorted out factors with difficulties in 
assessment via statistical models. It also set up a template for other enterprises in 
eclectic power business. 
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于 2011 年开始福建省逐步铺开。 
1.2 研究目的及意义 
1.2.1 研究目的 
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